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摘  要 
摘  要 
为了给客户提供优质的服务，国内各家商业银行都在进行以提高客户满意


















































For present the excellent service to customer and get high rate of return of 
investment, more and more Chinese bank are making the process reengineering work. 
Just in China Construction Bank, there are 100 projects have been done in 2007. The 
key concept in process reengineering is to design the new organization, service 
content, working process, cost analysis philosophy which base on high customer 
service satisfaction. With the reform, parts of work step have been centralize to a 
professional department. 
Self-Service Terminal is a key channel for bank to provide cash service to card 
holder, even have the same percentage with the traditional teller channel. In daily 
operation work related SST channel, more and more work has been acted by a 
professional team in individual department. Intensive is the totally direction in SST 
channel management, which will save the cost, keep high effectiveness, protect the 
quality. But as every coin has two sides, the intensive have the disadvantage in 
management, especially in cash safety. 
As the general manager of a bank individual department, I hope to develop a new 
work process control platform base on my work experience and latest technology in 
the world. The new work control platform will follow the bank management rule and 
provide a more safety and effective operation mode, which will establish a new SST 
management mode.  
In this dissertation, we will begin with the traditional operation mode introduce 
and analysis the difficult and cash risk in daily work. The latest technology will be 
mentioned after that. Then we will set the goal and KPI for design the new platform. 
The time series forecast, dynamic lock combination, multi-platform 
communication, work process reengineer will be used in the dissertation. 
With the design, development and implementation of this platform in my actual 
work, It have show the good performance in risk control. 
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1.1 研究背景 













自 1987 年，中国第一台 ATM 出现在中国银行珠海市分行开始，自动柜员机
在中国金融电子化的进程中得到了长足的进展，截止到 2008 年，全国 ATM 布放
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